Sheet 1/7 



100 




Agent Station 
106 



Agent Station 
108 



Agent Station 
110 



Agent Station 
112 



Agent Station 
114 



r 



Agent Station 
116 



Agent Station 
118 



Agent Station 
120 



Agent Station 
122 



Agent Station 
124 



126 



FIG. 1 



Sheet 2/7 



200 



Determine Off Process Time for 
Each of a Plurality of Agents 



202 



Route Incoming Call to Available Agent with 
Highest Off Process Time 

204 



FIG. 2 



Sheet 3/7 



220 




Determine Off Process Time Ratio for 
Each of a Plurality of Agents 



222 



Route Incoming Call to Available Agent with 
Lowest Off Process Time Ratio 



224 



FIG. 3 



Sheet 4/7 



240 



Assign a Priority to Each of 
a Plurality of Agents 



242 



Route Incoming Call to Available Agent with 
Highest Priority 

244 



FIG. 4 



Sheet 5/7 



260 




Assign Each of a Plurality of Agents to Either a 
Primary Group or a Secondary Group 

262 



If Possible, Route an Incoming Call to an 
Available Agent in the Primary Group 

264 



If possible, Route the Incoming Call to an 
Available Agent in the Secondary Group if all of 
the Agents in the Primary Group are 
Unavalilable 

266 



FIG. 5 



Sheet 6/7 

0 



260 




Assign Each of a Plurality of Agents to Either a 
Primary Group, a Secondary Group, or a 
Tertiary Group 

282 



If Possible, Route an Incoming Call to an 
Available Agent in the Primary Group 

284 



If Possible, Route the Incoming Call to an 
Available Agent in the Secondary Group if all of 
the Agents in the Primary Group are 
Unavailable 

286 



If Possible, Route the Incoming Call to an 
Available Agent in the Tertiary Group if all of the 
Agents in the Primary and Secondary Groups 
are Unavailable 

288 



FIG. 6 



Sheet 7/7 



CM 
O 



V 1- 




LU 

o 
> 

LU 
Q 

h- 
Q_ 



col 
o 
col 





CM 


I- 


o 




col 


o 




Q_ 












O 




o 







a: 
o 

CO 
CO 

iii 
o 
o 
cr 

Ql 



o 
o 

CO 



CO 





CM I 




T— I 




col 

















CDI 




^CO 








a 




o 




a: 




Q_ 




i 




o 








1- 








o 




o 




